Abstract-The aims of this research were to see the influence of immigration service quality on foreigner satisfaction that was assessed by using Citizen Satisfaction Index (CSI) directly and the influence of it when it was interfered by equity and disconfirmation. Quantitative method was used to approach these aims. All 191 respondents were taken in 2 phases; cluster and proportional stratified random sampling. The data were collected by using a valid and a reliable questionnaire and were analyzed by using path analysis. The result showed the direct influence of immigration service quality on foreigner satisfaction that was assessed by using CSI and the indirect influence when the model was interfered by equity and disconfirmation variables. All these findings lead to an important conclusion, the influence of immigration service quality on foreigner satisfaction (CSI) when it was interfered by equity and disconfirmation was greater than its direct influence on CSI.
I. INTRODUCTION
Citizen satisfaction index is an independent measuring tool of satisfaction that is widely used in many countries both in public and private sector [1] [2] [3] [4] . American Customer Satisfaction Index (ACSI) that is owned by the United States of America government is widely used and adopted by many countries to assess their citizen satisfaction [5] . In the other hand, there are also countries that design their own citizen satisfaction index such as Singapore, Swiss, Canada, Europe, and also Indonesia.
Indeks Kepuasan Masyarakat (IKM) or Citizen Satisfaction Index (CSI) in English is a satisfaction index that was designed by The Government of Indonesia through Empowerment of State Apparatus Ministerial Regulation number 16/2014 which contains 9 (nine) scopes; (1) Requirements. Service requirements are the conditions that must be followed by the citizen to get a service; (2) Procedure. Procedure is the standard steps that must be followed by the citizen and also by the official in providing a service; (3) Service time. Service time is the period needed to provide the service; (4) Service cost. Service cost is a standard cost that is charged to the citizen to get a service; (5) Service product. Service product is the outcome from a service, whether it is good or service; (6) Staff competency. Staff competency is the staff's knowledge, expertise, skill, and experience; (7) Staff attitude. Staff attitude is the attitude that is shown by the officials when they are delivering the service; (8) Complaint handling. Complaint handling is the standard step in handling a complaint, advice, and critic; (9) Service charter. Service charter is the service provider statement and promise to provide a service based on the standard operational procedure.
Unlike other citizen satisfaction indexes, CSI does not have perceived quality, perceived equity, and citizen expectation yet in the assessment. We want to see the influence of immigration service quality on foreigner satisfaction assessed by using CSI directly and the influence of it when the model was interfered by equity and disconfirmation variables.
II. RESEARCH METHOD
Quantitative method was used to approach the aims of this research. In this research there were three exogenous variables and one endogenous variable. The exogenous variables were service quality (X1), equity (X2), and disconfirmation (X3), and the endogenous variable was foreigner satisfaction that was assessed by using CSI (Y). The sample was taken in two phases; cluster and proportional stratified random sampling. The cluster in this research was based on the kind of immigration service provided by Immigration Office Class 1 Padang, they were; (1) limited stay permit; (2) permanent stay permit; and (3) multiple exit re-entry permit. The total sample in this research was 191 respondents. The data were collected by using a valid and a reliable questionnaire and were analyzed by using path analysis.
III. RESULT AND DISCUSSION
Service quality is an evaluation result and discrepancy between the actual service performance and the expectation of a person about the service [6] [7] [8] . Meanwhile customer or citizen satisfaction is a response that is expressed by a person resulting from the comparison between the perceived service performance that happened in certain time and his prior expectation [9] [10][11] [12] . Implicitly, the definition of customer or citizen satisfaction above is also the definition of disconfirmation [11] [12] . Equity theory is a theory that was developed by J. Stacy individuals' perceptions of how fairly they are being treated compared to others and the behavioral implications of their perceptions [13] [14] .
Based on the data collected, the immigration service quality of Immigration Class I Padang for foreigners can be seen in table 1 below: Based on Table 1 above, we can see the average of immigration service quality for foreigner in Immigration Office class 1 Padang from 1 to 5 was 3.56, which means enough. It means the foreigners who come to the office to apply a service assess that the immigration service quality is qualified enough. Then, the score of foreigner satisfaction of immigration service from 1 to 5 was also 3.5, which means the foreigner is satisfied enough about the service provided by the officials.
To prove the prior hypotheses and to see how much is the influence of immigration service quality on foreigner satisfaction assessed by CSI directly and when it was interfered by equity and disconfirmation, we conducted path analysis. The result can be seen below: Based on Table II , the influence of X1 on X2, X1 on X3, X1 on Y, X2 on Y, X3 on Y are significant and meet the requirements to be analyzed with path analysis. Beta score of the path coefficient in Table II indicates the influence of exogenous variable on endogenous variable in particular path. The score of R2 indicates the power or the contribution of the exogenous variable on endogenous variable. Meanwhile e score is the influence of exogenous variable out of the path. Based on those scores, we counted the indirect effect of X1 toward Y when it was interfered by X2, the indirect effect of X1 toward Y when it was interfered by X3, the direct effect of X1 toward Y, and each path total effect. The result can be seen in table III below:   TABLE III. THE DIRECT From Table III , we can see the direct influence of immigration service quality on foreigner satisfaction assessed by CSI is 0.704 or 70.4%. When it was interfered by equity, the effect rose to 0.866 or 86.6%, and when it was interfered by disconfirmation, the total effect also rose to 0.739 or 73.9%, but it was still much lower than total effect of equity when the model was interfered by it. From all the findings, the proposed hypothesis 1 is accepted which immigration service quality influenced foreigner satisfaction that was assessed by CSI directly and hypothesis 2 is also accepted which the influence of it on foreigner satisfaction assessed by CSI would be greater when it was interfered by equity and disconfirmation variables.
Then the model of the influence of immigration service quality on foreigner satisfaction assessed by CSI together with equity and disconfirmation is drawn as below: Based on Fig.1 above, we found that immigration service quality influenced foreigner satisfaction assessed by CSI directly for 70.4%. CSI is a citizen satisfaction index made by Indonesia government to assess the public satisfaction level toward services that were provided by Indonesia government. 
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This finding is supported by other studies that found service quality as an important variable used in measuring the customer or citizen satisfaction level using satisfaction index in other countries such as ACSI (USA), ECSI (Europe), CCSI (Canada), and CSISG (Singapore) and influenced customer or citizen satisfaction directly [15] [16] [17] [18] [19] . Fig.1 also showed that equity can be an intervening variable between immigration service quality and CSI where the total effect of it when it was interfered by equity was 0.866 or 86.6% and it was bigger than its direct effect on CSI. It means when the influence of service quality on foreigner satisfaction level assessed by CSI is interfered by equity variable, the foreigner satisfaction level is increased. Beside as an intervening variable, equity itself can be influenced by service quality for 0.793 or 79.3 % (sig 0.000), and influence CSI directly for 0.203 or 20.3% (sig 0.000). This finding is consistent with the finding from previous study that found equity as a consequence from service quality and can be a mediator between service quality and satisfaction [20] . In other hand, other studies also found that equity can influence satisfaction directly not only in workplace but also in public and private sectors such as tourism and restaurant [20] [21] [22] [23][24 [25] .
From Fig. 1 above, we can see that disconfirmation also can be an intervening variable between immigration service quality and CSI where the total effect was 0.739 or 73.9% and it was bigger than the direct effect of service quality on CSI that was only 0.704 or 70.4%. It means that when the influence of immigration service quality on foreigner satisfaction assessed by CSI is interfered by disconfirmation variable, the foreigner satisfaction level will be higher than when it is not. Beside as an intervening variable, disconfirmation was influenced by service quality for 0.358 or 35.8% (sig 0.000), and influence CSI directly for 0.099 or 9.9% (sig 0.002). Based on this finding and other researcher's findings, disconfirmation can be an intervening variable between service quality and satisfaction which disconfirmation will increase the total score of service quality influence on satisfaction. Not only as an intervening variable, but disconfirmation itself also has direct effect on measuring satisfaction [26] [27] [28] .
Not only can be intervening variables, but both equity and disconfirmation also influence foreigner satisfaction assessed by CSI simultaneously to increase the foreigner satisfaction level. The total effect of both equity and disconfirmation when they interfered the correlation path of immigration service quality and CSI was bigger than the direct effect of immigration service quality on CSI. This is similar to the findings from other researchers that found both equity and disconfirmation are significant predictors of satisfaction and each of them is a complement to another. Both equity and disconfirmation models are comparison models, but they compare different things. Equity compares the input and outcome of a person to another, disconfirmation compares the expectation and the perceived performance. Conceptually, equity and disconfirmation are distinct whether the standards of comparison, the natures, the attributes, the comparison processes, and the emotional responses [11] [29] . Therefore, it appears that the influence of immigration service quality on foreigner satisfaction assessed by CSI can be interfered by equity and disconfirmation and the total effect was bigger than the direct effect of immigration service quality on CSI.
IV. CONCLUSION
From all findings above, we concluded that immigration service quality can directly influence foreigner satisfaction that was assessed by using Citizen Satisfaction Index (CSI) and it also influence CSI when the model was interfered by both equity and disconfirmation which the total effect is much higher than the direct effect of immigration service quality on CSI.
V. ACKNOWLEDGMENT
